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ABSTRACT

The chief aim of the research was to identify temriactivities of Deaf Poles. The
study was conducted in 2007, and it included 19af@dult Poles. The research data
was collected mainly on the basis of questionnauweveys conducted with the
assistance of a sign language interpreter, indalidoterviews, and participant
observation during tourist trips. The results wased as a basis for developing a
conceptual framework for creating databanks foryaireg the data. The following
statistical methods were employed: statistical ifitance level (p) and Tourist
Information Systems (TIS), adapted to the needssigh language users. The
conceptual framework is based on the idea of agtaréicipation of Deaf individuals
in creating Tourist Information Systems, cooperatieetworks (clusters), and the
potential of Information Communications Technolag{eCTs).

KEYWORDS deaf, deaf culture, tourism activities of deaf depprourist Information System
(TIS)

Introduction

One of the current significant trends in tourisnthe attempt to create products and services that
fulfill the varied, often individual needs and pFednces of tourists. This is a development in nespdo the
objectives of accessible tourism, which has becanoeeasingly popular; accessible tourism benefits,
amongst others, people with disabilities (PwD).oldler for these objectives to be realized, a thginou
identification of the characteristics of the tourstivity of people with particular disabilities required.
Numerous studies dedicated to the tourism habiBad exist; however, relatively little can be fouow the
specific problems faced by deaf people using sagigliage. This is due to several factors. Firstlpha this
is one type of disability that does not cause nityhigsues, there is a general belief that deaplgedo not
encounter greater difficulties in tourist activeti¢han the rest of society in general. Secondlg, simall
number of tourists using sign language means llegtdre hardly noticed, and the tourism industigngres
the profitability of any improvements catering tost group that are implemented. This problem ishir
exacerbated because, invariably, deaf touristsnateparticularly wealthy. An additional factor isost
certainly the specific nature of deaf communititeey often organize trips themselves, leading ® th
perception that the need to introduce special ingareents in tourism products and services cateonghis
group does not exist. Another significant factoitiat because there are too few representativeieaff
people in the social debate, the deaf communitgises remains unheard. The result is society’s laick
knowledge about deaf people’s attitudes, problemnd, needs. Research into the deaf community iselimi
by the language barrier researchers come up againstder to discover the opinions held by deafpe,
the material needed to be adapted to sign language.
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The aim of this article is to present the scope @ratacteristics of the tourist activities of Deabple
in Poland. A survey, with the help of a sign langgiénterpreter to guarantee effective communicaticas
carried out with users of sign language, the resafltwhich form the main source of data in thigdgturhe
results of our own studies, as well as current kadge of the situation as found in a review oflitezature
available on deaf people’s tourism and its deteimginfactors, were used in order to formulate
recommendations for practitioners. The conclusioviich may be applied, mostly concern the effective
communication of information to tourists who usgnslanguage. The article proposes adapting theigtour
Information System (TIS) to the needs of sign lagguusers via information technology and to adtivel
involve deaf people in the creation and functionirighis system. The discussion of the tourism tsabf
deaf people and proposals on how to activate toursspreceded by an explanation of the key notimins
deafandDeafwhile also pointing out the medical and social eahbf this disability.

Deaf: the meaning

The termdeafis defined in both a medical and social contexvnfra medical standpoint, a person is
audiologically deaf or has a profound hearing ib$®/she has a pure tone average (PTA) equal ¢o 9%
dB HL (Mazzoli et al., 2003). “Speech is not peveel” in the case of a profound hearing loss (awetage
loss of between 91 dB and 119 dB). In total heatosy — average tone loss over 120 dB — nothing is
perceived (International Bureau for Audiophonold@fpAP, 2005). From a cultural perspective, a penson
considered culturally Deaf if he/she views him/lkéfras belonging to a cultural minority, i.e., tbeaf
community (Berbrier, 1998), and uses sign languagy¢he primary mode of communication (Werngren-
Elgstrom, Dehlin & lwarson, 2003). The degree dadritgg loss is not of importance. An uppercasenémé
is sometimes used to separate the culturally Deafi other deaf people (Rydberg, 2010). The autbbrs
this article [in keeping with the concept formuthtey Woodward (1972) and Padden and Humphries
(2006)], use the lowercase deaf when referringht® &udiological condition of not hearing, and the
uppercase Deaf when referring to a particular grotigleaf people who share a sign language. This
distinction does not exist in Polish, where the dvdor deaf “gluchy”, is written in the lowercase.
Furthermore, in the Polish languadeaf “gluchy”, despite being used in official titles such as Buski
Zwigzek GtuchycHor PZG, translation: The Polish Association o theaf), is steadily being replaced by
hearing-impaired “niestyszicy”. Szczepankowski (1999) wrote that the term for mgarimpaired,
“niestyszicy”, is now likely to become the leading term in Poliipugh there are certain drawbacks.
Although the prefix'nie” - (trans: no) often holds pejorative connotatiohss also similar in spelling and
pronunciation to“niedostyszcy”, meaning hard of hearing. Perhaps promoting the afs¢he term
“stabostyszcy” — people with hearing loss — would improve this aion.

The term used in the title “Deaf Poles” refershis tsection of hearing impaired Poles for whom sign
language is the primary means of communicationgtoee, this group can be treated as a minoritguage
group. The Polish language for people deaf sindd lor who lost their hearing in early childhoodas
foreign language. Their mother tongue, recognizéidially, is sign language (Act on Sign languagada
other means of communication, 2011). This factfisrothe cause of problems which arise when usrg t
to communicate with Deaf people. Sign language anatfewer words (approximately 6,000-7,000 signs)
and, as with any foreign language, has its own gratical structure, which leads to difficulties Dgaiople
experience in understanding written text (espegciéit contains abstract notions). A common langeiand
shared social experience, connected both to imswpal relations with the hearing section of sgcaatd to
access to education and the labor market, creatdigh that bind Deaf culture. The paper presdms t
responses of Deaf people who accept they are afptre Deaf community through their membershijhia
PZG. The conclusions reached in the final sectamarding adapting the Tourist Information Systenth®
requirements of sign language users are univerbalr implementation may result in easier acceseudst
information for all who use sign language as tinedin or additional mode of communication regardlefss
the degree to which they feel part of the Deaf comity.
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It is important to take into account recent chanigethe way disability is viewed, as well as the
relative nature (i.e., occurring only during contaith hearing people) of the disability of Deafopée.

Existing theories of disability — both radical amainstream — are no longer adequate. Both the @ailealicl
social models seek to explain disability univessadind end up creating totalizing, meta-historizalratives
that exclude important dimensions of disabled pesiplves and of their knowledge. The global expece

of disabled people is too complex to be renderethimione unitary model or set of ideas (Corker &
Shakespeare, 2006, p. 15).

Although globally the Deaf community is highly vedi, sign language is an unquestionable bond
cementing Deaf culture, and is used as a naturalenwf communication (Fraser & Supalla, 2009;
Goodstein, 2006). Deaf individuals are charactdrizga common social experience stemming from, @mon
other things, the feeling of being different (Go#m 1963; Daruwalla & Darcy, 2005). In the cas®ehf
individuals, this experience is linked to an extegydifficult language barrier to overcome, undeost as

“those obstacles, hindrances, or impediments thakerdifficult or limit the freedom of access
and communication of those people whose capacitglafing to their environment through

audition and oral language is limited temporarily permanently” (Pinedo Peydrd, 2009,

p. 259).

The disability of Deaf people is to a great exigfind social nature. The language barrier may preven
such individuals from receiving an appropriate ediion or getting an attractive job, and, as a teguihay
affect their economic status. Fellinger et al. @06tate that over the last 50 years the leveldoication
attained among this group of people has improvediderably, yet not to such a great extent as etiring
individuals.

“There are differences between the deaf and thereetce population regarding level of
educational attainment, position on the labor mar&ad sources of revenue and disposable
income, with the deaf population having a pooresifion than the reference population in all
areas” (Rydberg, 2010, p. 5).

Literature review
Tourism activities of deaf people and their determinants

In Poland, the Deaf community, which uses PoliginSianguage (PSL), consists of approximately
45,000-50,000 individuals. There have been studlighe tourism activities of Deaf Poles (Hendz€l0@;
Skalska, 2004). It has been shown that in the ohfi@is particular social group, travel for the poses of
tourism is very rare. Therefore, one cannot spdakass tourism among these individuals, even though
hearing impairment does not prevent an individuainf engaging in various forms of tourism activities
including adventure tourism. It has also been shthvah Deaf Poles travel for the purposes of tourisss
frequently than physically impaired or blind indivials (Skalska, 2004). The principal limitation amgo
disabled people is their low income.

Fellinger et al. (2005) claim that Deaf individualsend most of their leisure time within their own
culture. Seeking people similar to oneself andliaffing with homogenous groups are natural social
phenomena that provide for a sense of safety aulist. Lifestyle similarities and geographicalopimity
that allow for frequent contact are considered dasements that influence the creation of socialups
(Oyster, 2002). The lifestyle of a given group lisoathe basis for the segmentation of the tourisanket.
Characteristics representing the culture of therihgampaired group, including from the perspectafe
Deaf people themselves, are illustrated in a gieat of literature (Atherton, 2007; Corker, 199@&d@stein,
2006; Ladd, 2007; Padden & Humphries, 2006; Youlgkerman & Kyle, 2000; Woodward, 1972;
Zajadacz, 2010a; Zajadacz, 2012a,b). A varied rapigdDeaf people’s environments emerges, thus
displaying an interest in actively participatingsocial life that includes sport and tourism reticea A good
example of this type of activity was illustrated G¥iva (2006) regarding an American society wheeaD
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fathers organized recreational activities for bb#af and hearing children in a public place. Ol2806)
has shown that active participation of Deaf pedplerganizing leisure activities affects their pmral
satisfaction and experience of a sense of “flowsik€zentmihalyi, 1990, 2005). Whether a Deaf irdlinl
can experience a high sense of well-being deperid&ply on his/her personal attitude and the dede
which his/her deafness is accepted. Ladd (2008)doted the terrdeafhood understood not as a

“finite state but as a process by which Deaf indiidals come to actualize their Deaf identity,
positing that those individuals construct that itignaround several differently ordered sets of
priorities and principles, which are affected byrieais factors such as nation area and class”
(Ladd, 2003, p. xviii).

Adapting tourist opportunities to the needs of deaf people

Of primary importance when adapting tourist oppoities to the needs of Deaf individuals is to
eliminate the language barrier. The TIS ought ke tiato account both sign language and visual jptiare
capabilities. Research focusing on the availabiitytourist products and services to disabled iidials,
including Deaf people, showed that the TIS has ssehwtcomings, i.e., it inadequately provides fog t
needs of disabled tourists (Ray & Ryder, 2003)h&in, Miller, Michopoulou, and Buhalis (2008, p.2)9
argue “it is both the amount of research that ekitey and the absence of a theoretical frameworlafo
improved understanding of the subject.”

Of key importance in the “Framework of Interrelatdded Components” are reliable and up-to-date
sources of information. Information Communicatioechinologies (ICTs) are opening up the possibilities
which information can be delivered. This developtr&so enables people to create platforms wheis it
possible to share experiences and exchange inflomia¢tween potential or actual tourists (customers
well as among clients and providers of tourist B&s. Such an exchange of knowledge and experience
augments the TIS and consequently improves custonertated services that have been adapted toge ra
of disabilities as well as providing a greater llglity of places, tourist attractions, or toursgrvices.

Buhalis and Michopoulou (201@emonstrate that the accessibility market is nobdgenous, but is
made up of different sub-segments with distinctdsesnd requirements. Ultimately each person isuein
his/her abilities and preferences and this is newielent in the accessibility market. In their studye
authors have demonstrated that the predominantreagents of these segments focus on three intedink
elements: an accessible environment, informatiganding accessibility, and available informationima
ICTs can assist tourist destinations to address pimicular requirements of these market segments
effectively through the use of profiling and peraliation features, which will allow users to sffgctheir
own requirements.

Numerous guidelines for tourist managers regarttiegules of making tourist opportunities available
to Deaf visitors have been outlined in studies.sEhguidelines serve as a background exemplifyirag go
practice (Newman, 1996; Department of Culture, Aatel Leisure, 2003; United Kingdom Council on
Deafness, 2005; Bell, Findlay & Montarzino, 2008)ith particular reference to Poland, Zajadacz (2010
proposed a system of actions intended to makestoopportunities available to users of PSL thaluites:
(a) qualifications of front-line staff dealing witiourists; (b) ICTs, including Thetos — the PSL rigiator
(Romaniuk, Suszczanska & Szmal, 2009; Zajadac)P01

Purposes of research

The chief aim of the research was to identify temriactivities of Deaf Poles, as well as to develop
conceptual framework for increasing the availapitif tourist products and services to sign languaggss.
Since the most common barrier preventing peopla fgoing on trips — a lack of funds — is charactierisf
both Deaf individuals and Poles in general (thoiigh not linked to any particular type of disatyi)i we
turned our attention to communication barriers dratspecific to Deaf individuals. On the basisesearch
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findings we present our propositions for overcomammmunication barriers through the creation of an
effective TIS, which both Deaf individuals and tstirmanagers would find useful. The whole concept
concentrates on creating a database and particutisudtructure, as well as links between all tbaaerned
parties.

The paradigm that the TIS should be orientated tdsvehe clients’ individual needs incorporated a
number of specific tasks intended to determingdlieism activities of Deaf Poles. The subject @& ftudy
was the identification of: a) ways of spending ft@ae during trips: during weekends, on public and
religious holidays, and during a vacation, b) tremfactors involved in the selection of tourisstieations,
¢) sources of tourist information, d) suggestionaden by Deaf individuals on how to adapt tourism
opportunities to their expectations and needs. Wéngs in which leisure time was spent during toutrigis
were analyzed with reference to the profile of theearch sample, as well as using cluster anafisis
identify the various types of tourism activities).

Methods

The research data was collected on the basis oftiqoeaire surveys and individual interviews
conducted with Deaf Poles as well as participarsteokations carried out among them between 2007 and
2009. The selection of a sample group for the dqumsaire interviews was conditioned by access tafDe
participants.

The questions were checked for linguistic accutaceaf people, and pilot studies were conducted
on a small sample (20 people) to modify the quastiacluded in the forms. Most of the questionsenafr
closed type (with a cafeteria-style checklist givebut open-ended questions were also included.
Furthermore, respondents were encouraged to dheireopinions, in particular with regard to howltetter
adapt tourist products and services to their egbiects. As the aim was more to identify trendsaarism
characteristics rather than the identification ehéviors in a tightly defined period (i.e., duritige year
previous to the study), the questions were veregdnreferred to typical situations (usually ocing). The
presented results cannot therefore be directly eneapto the data on the tourism of Poles gatheyed b
bodies such as the Central Statistical Office erltistitute of Tourism in Warsaw.

Data on the number of Deaf individuals in Polandmgy approximate. This is due to the lack of
statistical reports on socio-demographic traitshef general population. This made it impossibledtect a
stratified sample. An assumption had been madehbkajuestionnaire surveys would be conducted! ithal
provinces, in all the branches of the PZG, and khiclude the largest number of respondents plassib
The questionnaire forms were sent by mail to @l BZG centers. Between March and September 2007, al
adult members of the Association had the oppostupitake part in the survey. Interviews were caneld
with the assistance of a sign language interpr&eaf individuals who were not members of the PZ&eav
not included.

Individual and group interviews with Deaf peoplereveonducted over a span of four weekend trips
around the Wielkopolska region between 2007 and®26@om seven to nine people participated in each
visit. A participant observation of the behavior Béaf tourists was also completed. Another impartan
source of information was the personal experiericgaadacz, gained on the basis of everyday contéht
prelingually deaf individuals. The data collectedtbe basis of individual interviews, group intemws and
participant observation was used to interpret gsellts of the questionnaire surveys, as well aet@lop a
conceptual framework for the creation of a TIS Hatk adapted to the needs of Deaf individuals.

Participants

The group of respondents (n=191) was mainly congho$éndividuals who have been deaf from birth
(Table 1). For most of them, the basic mode of camipation used on a daily basis is PSL, as welipas
reading; one-third of the respondents use oralctpemd one-fifth use the mixed oral-sign langusgsem.
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The respondents represented 14 out of the 16 Rmilinces. The spatial distribution was fairly ev&he
largest number of respondents was comprised aleets of theSwictokrzyskie Province (9%), followed by
the provinces of Silesia, tadand West Pomerania (8% each). No questionnairasfavere returned by
respondents from the Kujawy-Pomerania and the Sarpathian Provinces.

Table 1. Profile of the research sample

Traits %* Traits %*

Sex Self-assessment of financial standing
women 53 good 32
men 47 average 54

bad 9

Age Self-assessment of health condition
15-24 years 9 good 36
25-44 years 40 average 56
45-64 years 40 bad 5
65 years and more 11

Education Period when hearing was lost
elementary 6 from birth 57
basic vocational 50 childhood 19
secondary 29 4-7 years 11
higher undergraduate 2 8-16 years 5
higher postgraduate 8 adult age 4

Employed Declared degree of hearing impairment
yes 51 moderate 45
no 46 severe 21

profound 26

*The percentage doesn’t sum to 100% due to lacnefvers given.
Source: survey research, A. Zajadacz 2007.

Procedures and data analysis

The following methods of statistical analysis wermployed: percentage distribution, statistical
significance level (p<0.05), and cluster analysi.calculations were performed using the STATISAIC
program.

Cluster analysis is a data analysis tool useddomobjects (in our case — variables) into non-gmpt
disjoint, and as “uniform” as possible subsetsusters. The objects in each cluster share a contradn
(this “resemblance” is determined using variousilginty measures, or rather dissimilarity measures)
objects classified into different groups shouldasedissimilar to each other as possible. The mbajiectve
of this analysis is to partition a data set intattiral” subsets, i.e., clusters that can be reddpiaterpreted.

In this study, the method of hierarchical clustgnmas used, which involves linking more and morgcis
together and aggregating larger and larger clustdrselements. Hierarchical clustering uses the
dissimilarities or distances between objects whemming the clusters. Numerous methods for linking
objects are used. The distance measure used isttitig is the percentage disagreement determineteby
percentage of dissimilar variables, and, Wherer is the Pearson’s correlation coefficient betweesm th
variables. The methods applied for linking objestsre the unweighted pair-group average and Ward's
method. In the former method, the distance betweenclusters is calculated as the arithmetic awerag
distance between all pairs of objects in the twitedent clusters. The latter method uses an arsabfsthe
variance approach to evaluate the distances betulasters; it attempts to minimize the Sum of Sgsar
(SS) of any two clusters that can be formed at stegn The following amalgamation algorithm is used

- In step one, each object represents its own cluster

- The two clusters that are closest (in terms ofdhaesen dissimilarity measure) are combined into a
new aggregate cluster, thus reducing the numbelusfers by one.

- The second step is repeated until all objects amepgd into one large cluster.
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To illustrate the arrangement of the clusters pcedwy hierarchical clustering, a dendrogram isluse
It is a tree diagram with nodes representing thstels, and leaves representing the particulaictbjéhe
leaves are placed at the zero level, and the nadeplaced at the level corresponding to the ditsirty
measure between clusters represented by descearmtbes.

Results
Tourism activities at weekends and on public and religious holidays

Most of the respondents (71%) declare that thesetrfor recreational and tourist purposes at wed&kend
on public and religious holidays, while nearly adar (23%) state that they do not engage in sotititées.
Deaf people’s tourism activity is similar to that leearing people (see Zajadacz, 2012a). A staditic
significant factor in this particular case is thearmer of communication (Table 2). Individuals who
communicate not only in PSL travel more often. Aidaially, the level of income is a significant factas
indeed it is for the majority of Poles. In this eathe interdependency observed is directly proposi
(Institute of Tourism, 2009; Central Statisticalfiod, 2009). The largest group (22%) includes peapho
several times a year go on trips for the purpo$ésurism and recreation; of this group, one inrfoavels
twice a month. At weekends and on public and religiholidays, most of the respondents spend tresr f
time with their friends or families; 13% spend timene. In the majority of cases, respondents frigihds
and relatives, or go to the countryside, seasidéakeside (Table 3). Visiting friends and relatvis also
one of the most popular reasons for a trip fomtiagority of Poles for short domestic excursionsijte of
Tourism, 2009). A particular feature specific toaDpeople is that visits to Deaf friends were cated as
the reason for a trip more often than a vistiéaring people or fa mily. This reflects the desimong Deaf
people to spend time within their own social cirgaaranteeing easy communication, which in tufecés
their sense of well-being.

Table 2. Recreational trips made at weekends amuiblic and religious holidays

Trait Does he/she go on recreational trips on
Saturdays, Sundays, and public and
religious holidays? — positive answer

Estimate  Std. Error Wald Stat. p

Sex 0.48 0.5 0.93 0.33
Age -0.36 0.36 0.97 0.32
Education 0.17 0.33 0.15 0.70
Employed -0.35 0.58 0.36 0.55
Marital status 0.06 0.55 0.01 0.92
Financial standing -0.79 0.52 232 0.3
Number of family members: adults -0.06 0.36 0.03 0.86
Number of family members: children  0.62 0.35 3.16 0.08
Income 0.8 0.42 3.63 0.06
Health condition -0.4 0.49 0.66 0.42
Way of communicating -1.53 0.77 3.99 0.05
Age when lost hearing -0.42 0.33 16 0.21
Cause of hearing impairment 0.08 0.57 0.02 0.88
Degree of hearing impairment 0.31 0.28 1.18 0.28
Can other family members hear? 0.13 0.59 0.05 0.83

Source: survey research, A. Zajadacz 2007.

Based on the cluster analysis of various formsidure activities, it is possible to distinguishurfo
types of recreational behaviors exhibited durifgstmade at weekends and on public and religioliddys
(Figure 1):

- the “oriented on knowledge, relaxation and entent&nt” group — individuals who like watching TV
(including programs with sign language interpret@j and at the same time enjoy reading
newspapers, magazines, and books, doing crosswardes, working in the garden, and DIY
activities;
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- the “oriented on family and society” group — indiuals who usually spend their free time with their
families, visiting relatives, meeting friends (bdtkaring and hearing-impaired, including meetings
organized by the PZG), going on trips and for walks

- the “oriented to contemplation” group — individualko enjoy going to church and attending religious
meetings, but also like spending their free time¢hl@ncomputer;

- the “oriented to culture and entertainment” groupnéividuals who like going to the theater or
cinema, visiting art galleries, and going to caféd pubs.

Table 3. Forms of spending free time at weekendsoarpublic and religious holidays (outside thecplaf residence)

Forms of leisure activity % Forms of leisure activiy %
Meeting deaf friends 36 Reading newspapers and zivegma 12
Walks 33 Religious meetings 12
Trips 27 Visiting art galleries and exhibitions 11
Meetings organized by the PZG 25 Doing crosswaztles 10
Meetings with hearing friends 24 Reading books 9
Visiting relatives 24 DIY 8
Spending time with the family 20 Going to the theat 7
Going to cafés and pubs 16 Watching TV (all chasinel 6
Praying in church 14 Watching TV (only programshngign 6
language interpreting)
Working in the garden 13 In front of a computer 5
Going to the cinema 13 Other 2

Source: survey research, A. Zajadacz 2007.

watching TV (all programs) }
watching TV (only programs with sign language interpretation)

reading books

]

reading newspapers and magazines f——
doing crossword puzzles
DIY
working in the garden

going for walks

spending time with family members

meetings with non-hearing-impaired friends

meetings with deaf friends

meetings organized by the Polish Association of the Deaf
visiting relatives

going on trips

praying in church

religious meetings

in front of a computer

going to the theatre

going to the cinema

visiting art galleries and exhibitions
going to cafés and pubs

0.0 0.5 1.0 15 2.0 2.5

distance between clusters

Figure 1. Forms of leisure activity pursued at vazels and on public and religious holidays (outiigeplace of
residence) — cluster analysis, method of amalgamaiVard’s method, distance measure 1
Source: survey research, A. Zajadacz, 2007.

If not for the existing barriers, going on trips wid be the preferred form of spending free time on
weekends and on public and religious holidays @4db! This is proof that Deaf people are very iesezd in
traveling for purposes of tourism, especially imection with sightseeing, where landscapes orbeidmns
are the primary elements. However, there is lesticyation in events in which part of the infornmat is
delivered in audio format. Traveling for tourism assignificant source of information for users @ns
language. A barrier preventing access to informatsuch as the use of a different language, makes
gathering information much more difficult, and shgr such information with other Deaf people is a
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significant factor creating ties between memberghefDeaf community. Tourism, as with the majoofy
society, is also an indicator of social prestighe Treation of tourism products and services aillest®
sign language users is therefore a way in which ghoup’s participation in society can also be eased.
Any action undertaken related to this should ineluabove all, the breakdown of the following bagiel.
Economic: in regards to participation in tourisawlincome is the main reason why Deaf people do not
travel, as it is the same for the general publiPatand), 2. Linguistic: by adapting the Touristormation
Service to the needs of sign language users, IhBlgical: as positive customer service attituties
finding the best means of communication and crgadinvelcoming atmosphere is the most straightfatwar
way in which to encourage this particular grougl@nts to make more use of tourism services.

Table 4. Preferred forms of leisure activity pubudering trips made at weekends and on public eligious holidays

Form of leisure activity %
Trips (sightseeing, going to the countryside, wadkin the mountains, going to the seaside, goiraylake,
communing with nature, going to the forest, pilgages, cycling trips, going on trips with friends,
travelling abroad)

Relaxation (at home, in peace and quiet)

Meeting friends and family members

Lazing about

Active leisure pursuits (walks, engaging in spaxtvity)

Working in the garden

Watching TV

Watching sports events, matches

Hobbies (taking photographs, painting, cooking)

Fishing

Sleeping

Reading

Source: survey research, A. Zajadacz 2007.
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Tourism activities undertaken during vacations

Nearly three-quarters (73%) of the respondentsadedhat they travel for recreational and tourism
purposes during a vacation, and more than halétifav this reason every year or several timesaa.yEhere
is little difference in activity levels in terms ¢burism during vacations and holidays between Creaf
hearing people (see Zajadacz, 2012a). Statisticadjgificant factors (Table 5) that influence demis
pertaining to tourist trips include (as in the caseveekends and public and religious holidaysg: way of
communicating and the degree of the hearing imgentr(inversely proportional relationship).

Table 5. Tourist trips made during a vacation

Trait Does he/she go on vacation? — positive answer
Estimate  Std. Error Wald Stat. p
Sex -0.16 0.57 0.08 0.78
Age -0.69 0.41 2.82 0.09
Education 0.19 0.41 0.22 0.63
Employed? 0.98 0.63 2.41 0.12
Marital status 0.06 0.63 0.01 0.93
Financial standing -0.77 0.55 1.93 0.16
Number of family members: adults 0.21 0.41 0.27 0.60
Number of family members: children -0.23 0.35 0.41 0.52
Income 0.47 0.41 131 0.25
Health condition -0.52 0.55 0.88 0.35
Way of communicating -1.73 0.88 3.85 0.05
Age when lost hearing -0.15 0.36 0.18 0.67
Cause of hearing impairment -0.48 0.65 0.53 0.47
Degree of hearing impairment 0.71 0.34 4.34 0.04
Can other family members hear? -0.24 0.66 0.13 0.72

Source: survey research, A. Zajadacz, 2007.
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Respondents most often travel to visit their re&gior go to the seaside, mountains, countryside, o
lake. Equally numerous groups of individuals (15%sed that they go abroad or stay at sanatoribmtbe
case of 26 respondents, the furthest they haveteaszled in their lives was to domestic destinaioA
significant portion (85 out of 191 individuals) ntemed European countries, in particular those thatdn
southern Europe: France, Italy, and Croatia. Orignapeople have visited other continents: fouiviials
have been to North America, six to northern Afriaagd two to Asia. These answers concerned theesirth
they have been for purposes of tourism in thedtilifie; it is thus impossible to compare this with tata on
foreign travel of Poles held by the Central Stai#dtOffice or the Institute of Tourism in Warsaas their
data concern tourist travel on a scale of a givearyHowever, it is clear that the most populaeifpm
destinations Deaf people mention are amongst trst papular holidays abroad for Polish touristseneyal
(Institute of Tourism, 2009). The destinations @ on the list of the most popular tourist hotspo terms
of numbers of foreign visitors — France has beanbur 1 for years, Italy number 5 (UNWTO, 2010).

Main factors influencing decisions regarding the choice of tourist destinations

The most important factors influencing decisionstgieing to the choice of tourist destination
indicated by the respondents included: price, easess, good opportunities for improving one’s theal
beautiful scenery, and the opportunity to be in¢bmpany of Deaf people. Rarely is the main motore
taking a trip a cultural event. In the case of gemeral public overall in Poland (Zajadacz, 2012ag,
number one factor is also the cost of the holifl@iowed by lovely scenery, attractive natural sumdings,
discovering new places and differences with regeosdsrmal everyday surroundings. It has been ekser
that safety concerns regarding accessibility amdrég of destinations are more important withie theaf
community, as is spending time with other Deaf peop

Based on cluster analysis of the most significantdrs influencing decisions relating to the chate
tourist destination during a vacation, it is poklsito distinguish four groups of motives and anivittlial
factor (occurring most often), i.e., price (Fig@e

easy access
comfortable accommodation
proximity to the place of residence
taking part in sports events

beautif ul scenery 1

broadening one's knowledge 1

taking part in cultural events 1

historic and cultural heritage (monuments, museums, art galleries) 1
opportunities for active recreation 1

meeting new people 1

being in the company of deaf persons 1

being at a destination other than the place of residence 1
improving one's health, rehabilitation 1

attractiveness of the natural environment 1

visiting new places 1

integration with non-hearing-impaired persons 1

price

0.2 04 06 08 1.0 1.2 14 1.6

distance between clusters

Figure 2. The most significant factors influencitegisions pertaining to the choice of tourist degion — cluster
analysis, method of amalgamation: Ward’s methastadce measurerl
Source: survey research, A. Zajadacz, 2007.
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Within these groups, the following types can b@lgd out:

1.The “oriented to comfort” group — individuals whaoeaattracted by easy access, comfortable
accommodations, proximity to the place of resideaoe opportunities for partaking in sports events;

2.The “oriented to communing with nature, learning tulture and people, and active recreation” group
— individuals for whom the most important aspects: éeautiful scenery, broadening one’s
knowledge, taking part in cultural events, histoaied cultural heritage, opportunities for active
recreation, meeting new people and the opporttaibe in the company of Deaf people;

3.The “oriented to health and recreation” group -vittials for whom the most important aspects are:
improving one’s health, rehabilitation, being adlestination other than their place of residencd, an
attractiveness of the natural environment;

4. The “oriented to visiting new places and integnatiath hearing persons” group.

The most popular forms of spending free time byfDmadividuals during a vacation are: walking and
sightseeing, followed by swimming, sunbathing, abderving nature (Table 6).

Table 6. Forms of spending free time during a vVanat

Forms of leisure activity % Forms of leisure adtivi %
Walks 70 Rehabilitation stays 30
Sightseeing 48 Working in the garden 21
Swimming 39 Taking part in rallies and hikes 15
Sunbathing 39 Going on pilgrimages 12
Watching the nature 38 Farm tourism 12
Cycling 34 Skiing 8
Reading 34 Sanatorium stays 6
Watching TV 33 Hobbies 5
Walking in the mountains 31 Sailing 4
Taking photographs 30 Other 3

Source: survey research, A. Zajadacz, 2007.

Based on cluster analysis of the forms of spendlieg time during a vacation, it is possible to
distinguish the following groups of interrelatedigities and pursuits: 1. walking and taking photgghs, 2.
swimming and sunbathing, 3. walking in the mourdatycling, skiing, and taking part in rallies anidles,

4. agro tourism, sanatorium stays, and sailingydiching TV, working in the garden, going on piigages,
and rehabilitation stays, 6. sightseeing, obseragtgre, and reading (Figure 3). As far as prefefoemns of
leisure are concerned, they reflect the observends observed for the general Polish public (Zajada
2012a). The significant differences are mainly auted to Deaf people taking part in pilgrimagefiies
and rehabilitation camps, which indicate a higleadency to participate in organized forms of ledsur

The most popular source of information concernimgrist trips is the Internet (29%), followed by
family recommendation (26%), newspapers and trageincies (11% each), guidebooks (7%) and tourist
information offices (6%). The fact that Deaf peoplen to information contained in newspapers more
frequently (classified advertisements) and refergtidebooks less often (in which the content, due t
language differences, may be difficult to underdjas significant.

Suggestions from deaf people on how to better adapt tourism products and services to their needs

The suggestions made by the respondents mainlyeooedt possibilities both for obtaining relevant
information when preparing a trip and for havingogunities for communicating in Polish Sign Langea
during a trip (22%). Another group of suggestioeferred to adjusting the price of tourism produentsl
services in order to take into account the findntieans of Deaf individuals (cheaper trips; 15%)widler
problem was also identified, i.e., the low finah@tatus of Deaf people resulting from poor edusstl
opportunities and unfavorable conditions on thetaharket (10%). Numerous respondents mentioned the
use of visual means to provide information (gragyimbols, plans, and drawings), simple texts whisérs
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of Polish Sign Language would find easier to undews, and extending the use of Information
Communication Technologies (ICTs). Another poinsed by respondents was the necessity for a chiange
the attitude of the state and society towards Drehviduals, combating discrimination, and bettdvacacy

of tourism among Deaf people.

walks
taking photographs }
swimming
sunbathing }

walking in the mountains
skiing

taking part in rallies and hikes

sailing
sanatorium stays :l
stay s in the country side, farm tourism

watching TV
working in the garden
going on pilgrimages 5

rehabilitation stay s
sightseeing

watching the nature :|_|

reading g

0.4 0.6 0.8 1.0 1.2 1.4 1.6

distance between clusters

Figure 3. Forms of spending free time during a tiana- cluster analysis, method of amalgamationrd/¢amethod,
distance measurerl
Source: survey research, A. Zajadacz, 2007.

Findings

The results of the research carried out in the Beafmunity where communication was made easier
thanks to cooperation with sign language interpseitedicated that tourist activity (understood @l for
purposes of tourism) does not differ significarftiym the group representative of Polish societgéneral.
The conclusion made in previous studies that Desdple rarely travel for tourism was therefore
unconfirmed. However, the responses from Deaf gipdits revealed certain characteristics in the typ
tourist trips taken as well as indicating the dii@t to follow to better tailor tourist productsdaeervices to
their needs. Apart from wide-ranging action congegrimproving the economic status of Deaf people in
relation to society in general, the Tourist Infotima System and the customer service attitude®dfgnnel
in the tourism sector should be the focus of attent

Deaf users of PSL constitute a varied subgroupoofigts. Their interest in travel for purposes of
tourism is indicative of a high demand for tourigmoducts and services appropriately adapted to thei
individual needs. The exchange of knowledge andemgepces between Deaf individuals and tourism
managers, based on a cooperation network, is & l@siadapting tourist opportunities to the specifi
preferences of individual Deaf clients. As a resaltsegment of clients can be won over by the souri
industry that it has thus far neither duly recogdinor appreciated. Introducing these rules wheaticrg
TIS databanks would encourage Deaf individualsntdston their dreams and go on individual tripsglfi
guality tourism products and services, adaptedhéonieeds of the studied subgroup, afford satisfa@nd
make it possible for the subjective “feeling ofvild the essence of tourism activities, to be exgpaed. The
results of studies truly stress the need to fanikatourism managers and front-line staff dealiith Deaf
tourists with sign language; they also show thedneetrain Deaf people in professions linked witie t
tourism industry.
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Conclusions

The results of the study confirm that while mosth#f participants enjoy spending their free timéhwi
hearing persons, a tendency towards social isolatias observed, which particularly holds true foe t
culturally Deaf. The research therefore confirme tbservations made by Fellinger et al. (2005).fDea
people who live among hearing family members areertikely to be more socially open and active. Henc
it is possible to conclude that integrating Deafividuals into a group of individual recipients wfurist
products and services will be possible if hearirgmbers of society become more aware of the needs of
Deaf individuals regarding communication.

On the basis of relevant literature (Oliva, 2006gh&rn, Miller, Michopoulou & Buhalis, 2008;
Buhalis & Michopoulou2010) and the results of conducted research a paraldramework for creating a
TIS databank was developed. It was assumed thhtssdatabase should be based on:

- the results of research on tourism activities ofaDmdividuals, conducted on a cyclical basis
(identification of current trends, forecasting istdemand);

- the active participation of Deaf individuals in deation and functioning;

- cooperation between the main parties involved ligation, operation and development, including:
Deaf individuals, representatives of the tourisnct@e (tour operators and managers of tourist
facilities), Deaf support groups, those involved promoting tourism domestically or regionally,
representatives of scientific centers conductingicsl research on tourism activities of Deaf peopl

- the use of ICTs.

Each of the parties concerned responsible for ghogiup-to-date information could use a common
databank for its specific purposes. Such a databaglet to function domestically and regionally astpof
TIS. A significant link in the proposed structuré tbe TIS databank is scientific centers that ought
conduct cyclical research on tourism activitieDefaf people. To facilitate monitoring the tourisotizties
of Deaf individuals, cooperation should be esthlgigswith institutions operating in their immediateinity
(open to Deaf individuals or rendering servicesthtem). Deaf individuals participating in the resdar
should be informed of the results as soon as pdesdieedback information offered to respondenta is
motivating factor that in the future will involvéém more deeply in upcoming research. When paatitg
realize that the results prove to be practical imwtide improvements to their own situation, theill e
eager to cooperate. Offering access to reportooducted research on Deaf individuals (also usirgh s
distribution channels as institutions operatinghieir immediate vicinity) creates an atmospherpatitive
and long-lasting cooperation (Figure 4).

The results of systematic academic research prahielgourism sector with information on current
trends in the activities of the studied group, amake it possible to forecast tourist demand. Pergichf
tourism products and services are responsible dpplging up-to-date information on how and to what
extent their offer is adapted to the needs of dagrguage users. This data forms the core of tourist
information for those to whom the offer is addressnd — as an example of good practice — otheistau
managers may find it useful.

In light of the discussed concept, Deaf individuais the main addressees of the databank, and at th
same time they are its creators. They can excharfgemation and their experiences, as well as make
recommendations to other members of the group. @nhand, the databank is uniform in regards to the
mode of communication (manual); on the other héns diversified in terms of tourist preferences.
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Scientific centers, institutions
:> Research on tourism activities of the Hearing Imgszhi

Individual ﬂ
tourists

Information Institutions Appropriate Tourism
Richness Information Sector of tourist
Reliability Sources — services

Constant updating
of information on the
level of adaptation
of offer to the needs

Informational Need of the Deaf

Components Information
Communications

~__ Technologies _—

T~

Customer-orientated Communication
Service Services
Tailored towards different types Exchange of experiences
of tourism activities; among customers;
Tailored towards different Demand of personalized
degrees and types of adaptation Information from suppliers

of tourist opportunities

Figure 4.Structure of a TIS databank addressed to Deaf peopl
Source: Eichhorn, Miller, Michopoulou, Buhalis, 300

The proposed TIS databank is based on informatidleated within a cooperation network (cluster)
whose main links are: scientific centers, instiing, the tourism industry, and the Deaf community.
Incorporating this database into a national antbreg TIS, and by using ICTs, will make it possibdebuild
a homogenous and universal databank adapted thvilise needs of tourists.

The comparison of the socioeconomic situation efftearing impaired in Poland with other European
countries, such as Sweden (Rydberg, 2010) or Gerifiallinger et al., 2005), illustrates that thentoon
characteristic of these social groups is a compitadf problems connected with their disabilityukg in
their low economic and social status. Gleeson’s9¢)9conclusion that “poverty is disability’s close
companion” is thereby supported. However, when @megh to American Deaf people, the Polish Deaf
community is definitely not active. The case stillystrated by Oliva (2006) is an example of gowdgtice
encouraging Deaf people using sign language tonirgaactivities that would lead to greater satitsfac
stemming from their leisure time. Also, the modabwn in the article “Structure of a TIS databank
addressed to Deaf People” should motivate thelammguage speaking community to take part in thegs®
of creating an optimal tourist offer based on aabdé¢ and current database concerning the needs and
preferences of Deaf tourists.
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